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Additional Agent Features

• Agent chat settings 
• Agent Chat UI Features

– History
– Standard replies (use default or edit)
– Language translation
– Notes
– QnA
– MetaData

• Deflection feature - Display a message or card back to the guest
• Legacy Agent dashboard
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Agent Chat Settings

Chat Settings:
• Chat window settings are available on 

the agent dashboard
Notification Settings:
• Chat notification settings are available 

on the agent settings dropdown menu
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Agent Chat UI - Translation

Language Translate:

• Agents may use translation on a per 
conversation basis

• Translation service is provided by Azure 
translation service and monitored and metered 
using Microsoft Azure
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Agent Chat UI - History

History:
• Basic information about 

past sessions for guest user
• Option to view past session 

chat transcript
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Agent Context Window - Replies

Standard Replies:
• Premade messages for Agent
• Select send button on one of 

the listed replies
• Replies can be edited before 

being sent
• Standard replies must be 

added to Queue Settings by a 
Manager or Administrator
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Edit Standard Replies

Edit Replies:
Agents can edit standard replies 
before sending to guest
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Agent Context Window - Notes

Session Notes:
• Agents can attach session 

tags such as ‘Japanese’ or 
‘Resolved Issue’

• Agents can write session 
comments for additional 
information
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Agent Context Window - QnA

Question and Answer:
• Access to knowledge base
• Knowledge base must be 

added by a Manager or 
Administrator by queue
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Agent Context Window - MetaData

Session MetaData – View 
additional information
• Entry Point
• RefferrerURL
• Skill tags
• Etc.
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Guest Interview Chat - Work-Flow
Interviews allow user chat 
interaction ‘work-flows’ or 
decision trees to be 
attached at the queue level

When going through the 
chat interview workflow 
the chat status shown in 
the agent dashboard will 
change to reflect
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Deflection Feature Text 

• Option to deflect incoming chat sessions

• Automatically (for some managed shutdown of queue)

• Based on conditions (Razor with variables)

– Too many waiting guests

– Not enough agents

– Time of day

• Display a message or card back to the guest

• Attach a comment automatically to the session
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Deflection Feature
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Legacy Agent Dashboard
Legacy Dashboard:
• Shows more information on single 

page
• Shows agent statistics & history by 

queue
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Tips and Tricks

• Search for standard replies

• Agents can edit standard replies before sending to guest

• Agent chat window footer includes:
– Chime build number

– Machine hosting Chime

– SignalR session ID
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Additional Resources

• For additional support please contact: support@instant-tech.com

• For additional information go to our page: https://www.addchime.com/team-agent-
training.html

mailto:support@instant-tech.com
https://www.addchime.com/team-agent-training.html

